This research explores the role of scenarios in design and how they are used to empathise with and understand the needs of users to develop and test design solutions. We describe how scenarios were used and outline the techniques needed to build compelling scenarios. The findings show that to use scenarios effectively and probe beyond the surface elements of user understanding, student teams may require these techniques to support and guide scenario creation.
Introduction
Designing for user experience begins with creating a rich, empathic understanding of the users' desired experiences and only then designing concepts and products to support them. Empathy can be described as the ability to understand what it feels like to be another person and relating to that person's situation from his/her own perspective (Kouprie and Visser 2009 ). Empathic design is about making interpretations of the needs, desires and motivations of people and envisioning possible future situations of product use (Steen 2011, Battarbee and Koskinen 2005) . Nielsen (2002) states that it is important to understand the users environment, the character traits of the user, their goals and tasks.
Scenario-based design is used in software development to predict and test how users will interact with design solutions. They are typically used to describe the future use of a system or web site from a specific, and often fictitious, user's point-of-view (Carroll 2002) . Scenarios can also be used for a variety of purposes; at the beginning of the design process to illustrate user needs, goals and actions, and later to evaluate system functionality, to design attributes and features and test solutions (Nielsen 2002) . Scenarios are stories that must consider the setting, the actors, their personal motivations, traits, behaviours, knowledge, capabilities, goals and their interactions with various tools and objects (Rosson and Carroll 2009 ). An effective technique for generating scenarios is to first describe a set of hypothetical stakeholders -individuals who can represent the people involved in the product or service (Rosson and Carroll 2009 ). These may be used then to create personas of archetypal fictional users or stakeholders to depict fleshed-out characteristics. An effective approach can be to identify extreme situations of both positive and negative situations as this may lead to hidden opportunities (Schoemaker 1995 , Gruen et al. 2002 .
Much of the literature on scenarios shows that they are a pre-planned activity to evaluate how users might interact with concepts. This paper shows how scenarios can be adopted in a variety of ways from spontaneous use in discussion to a pre-planned activity throughout the process to identify user needs as well as evaluate concepts. 
Research method

Findings
This section describes how scenarios were used throughout the process as well as the techniques that supported their use in creating an empathetic approach during the project.
The scenarios were used in two distinct ways.
Firstly, as a spontaneous activity that the teams used to understand the perspective of the Flight Attendants, empathise and uncover their needs and in turn generate solutions. This was facilitated by group discussion. Secondly, the scenarios were used as pre-planned and constructed activities which were supported by the use of mock ups and role play.
Techniques to support scenario creation
A number of techniques and tools provided support, in the creation of the scenarios.
Stories and personal experiences
From a social perspective, stories are the means through which human experience has been shared for generations. Given the right social environment people can find sharing stories to be a natural, effortless, and compelling experience (Gruen et al. 2002 
Using extreme situations
By depicting extreme situations the students were also able to identify the negative and positive consequences of proposed solutions.
By depicting a worst case scenario, as in the example below, the students were able to in turn devise a solution to the problem identified in the scenario: 
Experience prototyping
Experience Prototyping is a term given by Buchenau and Suri (2000) 
Conclusions
The Role play with props to replicate the crew rest experience
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